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CALLMINER AT A GLANCE — FEEDBACK IS A GIFT Callmlner

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

Customer engagement optimization through analytical
Insight

* Strong track record in contact center performance

* Unified view across voice, chat, email, social

* Scaled to process 18 years (160k+ hours) of audio every day

Improving agent performance for...
* Better customer service/satisfaction
* Regulatory compliance
* Increased sales
* Reduced operational cost
* Predictive Churn




INTERACTION ANALYTICS SIMPLIFIED Callminer

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

D ® M ¢

Interaction transcription automated scoring Insight
S (normalization) tagging
(with metadata) (language

patterning)
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JOURNEY ANALYTICS - EXAMPLE Callminer

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

visits calls sales sales calls purchases posts about
website contact emails back product experience

g ﬁter inf@on h ! ,

o revenue from o post about their experience
82% journeys with > 3 17% on social media
touches
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IMPORTANCE OF METADATA Callrnlner

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

Interaction metadata crm data

customer ID: 1298284 Qo > customer ID: 1298281

oo agent: Gabriel Nelson customer tier: gold

: department: sales customer ACV: $1,649

5 supervisor: Jay Schmidt products: Triple Play

do date: Oct 15, 2012 — 9:36AM city: Fort Myers

| direction: inbound subscribe date: 8/23/2010
DNIS: 800-555-5595--------— successful sale: yes

> workforce metadata % e
agent tenure: senior marketing automation
service level: 94% S dat@ampaign: Bing PPC
shift time: 3.25 hours Mobile
skill set; technical sales geo location: Northeast

lead score: 110
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MEASURING CUSTOMER SATISFACTION

Score every customer interaction...

tagging
(language patterning
and acoustics)

dissatisfaction :
L @ long duration
anguage
high silence Wv
escalations @ compliments @
: Ml positive @
acoustic
L comments
agitation

negative
holds - transfers @ comments @
confusion @ churn mentions m

repeat contact
language

Callminer

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

e

satisfaction score insight
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TIMELY DATA, COMPARED ACROSS METADATA/
MENTIONS Calll'nlner

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

Products, call reasons, agents/teams, regions, customer segments, etc.

Customer Satisfaction Score Lo

100
Satisfaction Score by Product £

Widget A

Widget B

Thingamabob o

Mar-2015 Apr-2015 May-2015
B Customer Satisfaction Score Gadget

Doodad

50 75 100
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ANOTHER EXAMPLE — SENTIMENT ANALYSIS

automated
tagging

(language patterning)

/_

N

positive words '
negative words .
intensifiers .
inverters '
products .
features .

)

sentiment score

Callminer

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

insight
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BENEFITS OF SEMANTIC BUILDING BLOCKS Callrnlner

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

* Use previously saved tags (language patterns) as building blocks

* Combine with other building blocks, words or phrases
- AND, OR, NOT, NEAR, BEFORE, AFTER or target location of call

-sentiment @ @ agent empathy
I

0:00 [ 1 5:17
1:.02
billing ' ' - sentiment
0:00 [ | | 1 10:42
5:30
- sentiment ’ ' + sentiment
0:00 [ | ] 7:25

6:11

...for rapid analytical insight.
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SENTIMENT ANALYSIS — COMPARING SENTIMENT Ca|||'|'l|ner

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

Features _Sentiment Positive Sentiment Score Negative Sentiment Score

—— ———

Connectivity [E]

Results: 1 - 8 of 8
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SENTIMENT ANALYSIS — DISCOVERING ISSUES

Callminer

0 SEARCH — find calls with negative
sentiment near mention of apps

a AUTO-TOPIC DISCOVERY — conduct
auto-topic analysis on resulting calls

e DRILL TO CALLS — review calls matching
suspect topics to discover causes

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

a - sentiment ' 'feature - apps
0:00 ! |

1 5:17
1:02
< phone <& unwanted apps
<& problem <& iphone
& applications & likes
& camera & bloat ware
& battery & lost
& miss & major
(p) “... over two pages of unwanted apps if they
were...”
© ... toomany useless unwanted apps that will not
uninstall...”
© “... phone comes with a lot of bloat ware and | can’t
figure...”
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IMPROVING NPS BY ENFORCING GOOD Ca"mIHEf

» A ~

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

DEFENDER Repurposed 8 pe.rson manuTaI.QA team towards analytics
* Measured soft skills for providing good customer
experience
Leading performance marketing - Acknowledge customer concern

reseller of home ST SYCE - One call resolution statement “anything else | help you
300+ agents between inbound with?”

sales, customer service, and

collections. Initially installed in _
late 2012 but dedicated focus to - Branding call on close
program in early 2014. * At launch, 30% of calls contained desired language

* One year later that number is at 80%

Customer Satisfaction survey scores have increased and
NPS score has increased by 18 points

* Through a separate sales initiative

- 10% increase in targeted product language

- 13% increase in product closed rates
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- Politeness, empathy — “Please” and “Thank you”



DISCOVERING C-SAT ISSUES

Large Retail Chain
with Photo Service

Retail chain specializing in
pharmaceuticals offered an online
greeting card printing service. A
speech analytics workshop
identified a costly printing issue
with custom holiday cards, within
2 hours. This issue took two weeks
to be identified through normal
means, resulting in high customer
dissatisfaction and costly
reprinting/shipping charges.

Callminer

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

akright you're CCI" bOCk assit momentarily back store  order online  nice day it's hord

christmas cards ivererexplorer  holdmoment €N’ read
email address  hold moment  call back  wigiyoie  niwdn  order number
Y peolly that's correct  hold moment moneybock  back store  order online i kind
i'm showing  hold moment  meneybo  it's hard  woenumber  hold moment
holdmoment  backsore  sixty twenty  greeting cards ...
comed ma'am ' showing  your order numberits  €Mail M@ ockingnumber  MONEY back

. . . . . .
| ” gIVe it's good order twenty Irs COMING  order complete pC]Id Onllne mcbile number  person axdention

$ot's alright CUStomer reIOfionS UplOOd phofos wanna CIiCk dore rumber  STOTE@ hOUl‘S den't i'm
wwe holiday cards cedicad giicod wae S€Nd back

wrddive  shiping address pay store  In store piC'('Up delivery schedual  sipping address
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SUMMARIZING BENEFITS Callminer

LISTEN TO YOUR CUSTOMERS. IMPROVE YOUR BUSINESS.

* 100% of interactions analyzed for customer satisfaction, likes,
dislikes

* Feedback available near instantaneously and continuously
* Unlimited “questions” can be asked of the data
* Correlation and root cause identified through analytics (why/how)

* Data segmentation allows for analysis of every customer group/
product

* Includes feedback from the silent majority

* Discovery of the “unknown” that could be driving negative
experiences

Supports automated analysis of survey verbatims
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THANK YOU

Brian.Kaufman@callminer.com
781-547-5666

Contact CallMiner for a test drive!

www.callminer.com/demo
@CallMiner
( linkedin.com/company/CallMiner
) facebook.com/CallMinerinc

§ sales@CallMiner.com



